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At the Holiday Inn Express Wigan the guests receive a complimentary self-service breakfast in a 60-seat dining area near reception. The buffet features hot items like scrambled eggs, sausages, and baked beans, plus continental options such as pastries, cereals, fruit, and yogurt, with vegan and gluten-free choices available on request, are served in weekdays between 6:30 - 9:30am. Self-service coffee machines and a tea stand serve drinks. There is a small bar menu and snacks are always available at the front desk. Two breakfast hosts, one cook porter and a duty manager make up the operational team. They make sure that food is safe and that guests can move through the building quickly. During busy times, employees switch between jobs to keep the quality of service high.

During my time as a volunteer at the IHG limited-service Holiday Inn Express, I learnt how to run a number of different areas, with a focus on the self-service breakfast and 24-hour snack bar. I set three learning goals for myself: to get better at managing and making decisions in the food and beverage department; to communicate and manage my time better with guests and co-workers; and to learn more about the standards for cleanliness, housekeeping, and service quality at mid-range hotels so that guests are happy. Using Gibbs' Reflective Cycle to look back on my actions and plan how to do better in the future, these goals led my reflections during my placement.
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Description
During my placement, I rotated between front-of-house and breakfast operations. My main responsibilities involved assisting with the check-in/check-out process, preparing the list for breakfast buffet, carry cleanliness in the restaurant area and public toilets, and supporting the night audit team when necessary. I worked closely with the Duty Manager, observing how supervision was exercised to balance service consistency with brand standards.

Feelings
I felt a bit overwhelmed by the pace of operations. Tasks seemed repetitive but required precision,  such as maintaining the breakfast temperature log or refilling the buffet within minutes of depletion. Over time, I began to appreciate the managerial logic behind these routines; they protected the hotel’s reputation for reliability and compliance with IHG Food Safety Management standards (Johnston, Clark and Shulver, 2012).

Evaluation
I realised how crucial leadership and teamwork are in ensuring smooth F&B performance. For example, one morning a delivery was late, but the supervisor calmly changed the roles of team members and asked them to help with customer service until the supplies came. This was good leadership under pressure, which Vallen and Vallen (2014) say is important in limited-service hotels where small problems can make guests unhappy overall. On the other hand, during my second week, an ineffective situation happened when a team member ignored a cleanliness checklist, which caused guests to worry about the toilets. The boss talked about this later, but didn't step in right away. This incident reminded me of Walker’s (2021) claim that service quality depends not only on procedures but also on real-time managerial presence and staff motivation.

Analysis
Gibbs’ (1988) model inspired me to look deeper into these incidents. I observed an improvement in my adaptability and communication skills. I began to inform new staff about buffet restocking and guest flow, which helped build their confidence and trust. Fallon and Rutherford (2010) said that confidence among frontline employees directly enhances operational efficiency. On the other hand, Kolb’s (1984) experiential learning theory is relevant here: hands-on experience enabled me to relate theoretical knowledge of service operations to actual guest expectations. Through supervisory observation, However,  I learned that effective problem-solving, clear communication, and initiative are essential in food and beverage management. Johnston et al. (2012) highlight that service operations depend on aligning employee behaviours with the “service concept”. In this instance, providing quick and reliable service to guests, I came to understand that supervisors in these environments lead more through example than through authority.

Action plan
	Development Area
	Action Plan Step
	Purpose / Expected Outcome

	Leadership and Confidence
	Attend future leadership workshops within IHG’s internal training system.
	Strengthen supervisory confidence and communication during high-pressure service situations.

	Situational Awareness
	Shadow Duty Managers more closely during peak shifts.
	Gain insight into decision-making, time management, and conflict resolution in real-time operations.

	Ongoing Self-Reflection
	Maintain weekly self-reflection journals evaluating performance and guest interactions.
	Promote ongoing professional development and awareness of strengths and weaknesses.


Source: (created by the learner).
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Comparing my Level 6 rank to my Level 4 experience shows that I have made a lot of progress. A lot of my responsibilities in the Level 4 Food and Beverage Operations lesson were to carry out tasks like setting up tables, helping customers, and learning basic manners. On the other hand, working at Holiday Inn Express gave me the chance to coordinate operations, check for cleanliness, and take on some management duties. The principal distinction lay in the degree of accountability: at Level 4, I followed directives, whereas now I contributed actively to maintaining brand standards.

This observation aligns with Wood’s (2013) assertion that the acquisition of managerial competencies in hospitality is achieved through progressive exposure to diverse service environments. Also, the focus on fine dining in my previous placement, Holiday Inn Express emphasizes efficiency and volume over formality. I learned that simplicity can lead to excellence, ensuring that every guest receives a uniform breakfast experience, cleanliness, and a courteous farewell.

My experience in the Level 5 Sustainable Hospitality and Tourism Management module enabled me to implement sustainability principles in a real-world context. The hotel mitigated food waste by tracking buffet leftovers and donating sealed surplus food through a collaboration with a local charity. Observing this process deepened my understanding of corporate social responsibility (CSR) within the hospitality sector. As Martin (2020) articulates, such micro-sustainability initiatives can reduce costs and increase community relationships. I also encouraged guests to reuse plates at breakfast by providing gentle verbal prompts, which aligns with Walker's (2021) notion that sustainable messaging can be subtly integrated into service communication.

On a personal level, I noted significant growth in my self-management abilities. Juggling various tasks such as replenishing juice machines, greeting guests, and clearing tables that necessitated effective prioritization and composed communication. Johnston et al. (2012) describe this as “service choreography,” where employees synchronize their physical responsibilities with emotional engagement. My awareness of this equilibrium has increased, enabling me to comprehend how even minor roles can influence the guest experience.

Feedback from my supervisor indicated increasements in my initiative and consistency. However, I realized that my pursuit of efficiency sometimes obstructed meaningful interactions; during peak periods, I became overly focused on speed, neglecting the opportunity to build rapport with guests. Reflecting on Schön’s (1983) concept of “reflection-in-action,” I acknowledged that I could have implemented real-time adjustments by taking a moment to engage more personally with guests.
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Identified Area for Improvement
A consistent operational challenge at Holiday Inn Express was the timely and reliable replenishment of breakfast during peak hours (7:30–8:30 AM). These delays sometimes led to guest dissatisfaction and congestion around the buffet area.
Justification
Through direct observation and informal discussions with staff, I discovered that the replenishment process was delayed primarily because tasks were assigned in a reactive manner rather than being pre-planned. Employees frequently juggled responsibilities between dishwashing and supervising the buffet. As noted by Johnston et al. (2012), this situation highlights a disconnect between service design and delivery when the planning of workloads does not align with actual demand.
	Step
	Action
	Purpose / Expected Outcome
	Supporting Theory or Rationale

	1. Cross-training and Role Rotation
	Morning schedule for staff to switch every 15 minutes between kitchen prep and buffet oversight.
	Food always available at the buffet, workload is balanced, and restocking is prompt during busy times.
	Fallon & Rutherford (2010) highlight that shared task ownership enhances service consistency and morale.

	2. Digital Temperature and Stock Log
	Introduce a shared tablet-based log to record buffet levels and temperature checks in real time.
	Reduces manual documentation, improves accuracy, and allows quick oversight.
	Johnston et al. (2012) state that digital monitoring enhances service reliability and food-safety compliance.

	3. Guest Feedback Touchpoint
	Place QR-coded cards on breakfast tables for guests to rate service speed and replenishment.
	Provides quick feedback for daily adjustments and helps with data-driven decisions.
	Walker (2021) connects real-time guest feedback to better staff responsiveness and satisfaction.


Source: (created by the learner).

These measures correspond with the viewpoint of Fallon and Rutherford (2010), which suggests that service modifications based on data increase employee involvement and guest contentment. On the other hand, the incorporation of IHG’s Service Promise standards alongside digital monitoring exemplifies exemplary methods in service innovation (Walker, 2021).

Enhancing Performance Criteria
Vallen and Vallen (2014) point out that in hotels with an express format, things like managing the temperature, how quickly things gets restocked, and keeping everything clean really impact the brand’s reputation. If the hotel starts using organised rotation and digital logs, they can speed up their service and cut down on waste, which helps them run smoother and be more eco-friendly..
[bookmark: _Toc5]Conclusion
Finally, thinking back on my time at Holiday Inn Express has made me even more sure that good food and beverage management is about dependability and regularity, not about luxury or complexity. I met my learning goals by getting better at doing more than one thing at once, talking to people more clearly, and learning more about how supervisors make decisions. Using Gibbs' reflecting model helped me think deeply about my experiences and turn problems into chances to grow. When this job was over, I had a better understanding of leadership, a stronger grasp on service standards, and a deeper understanding of how small changes in operations can have a big impact on how happy guests are.
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Student: Crozolo Andreea
Hotel: Holiday Inn Express, UK  
Department: Food & Beverage
Week: 27 May – 2 June 2025  
Hours Completed: 16

	Date
	Task / Observation
	Learning Outcome / Reflection

	27/05/2025
	Assisted at breakfast service: prepared buffet items, monitored juice machines, replenished pastries.
	Improved speed and multitasking under pressure; recognised importance of pre-shift coordination.

	28/05/2025
	Checked public toilets and restaurant cleanliness every 30 min; logged results on hygiene sheet.
	Understood how hygiene standards affect brand image and guest satisfaction.

	29/05/2025
	Shadowed Duty Manager during morning shift; observed staff briefing and problem-solving when delivery delayed.
	Learned about leadership under pressure and delegation.

	30/05/2025
	Implemented trial of role rotation between buffet and kitchen prep.
	Saw teamwork improvement; shorter replenishment gaps.

	31/05/2025
	Helped design QR feedback cards for guest breakfast survey.
	Gained awareness of guest-centric innovation and data-driven service adjustment.

	01/06/2025
	Updated temperature log via tablet prototype; cross-checked with manual sheet.
	Recognised benefits of digital monitoring for compliance and efficiency.

	02/06/2025
	Debrief meeting with supervisor; reviewed improvements and next steps.
	Developed confidence in reflective self-assessment and communication.




Student Signature: ________________ Supervisor Signature: ____________________________
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